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.I'TIIi ROI,Ii OF CUS'I'ON,TI'R SAII'ISFAC'I'ION AND COIVII'ANY
R t.])u't'A't'to N t N tf u U, D t NG c()lvt pA N\a N lil' trttoMo'l' titr scoR ti.
tludi ,\n:rtrtll.u
l)c|;11'11119111 rrl lUlttt:tuctttcttl ljucullv ol'llrr.sirtcss lrrtl lieorrorrtics. Urrivcr:rilirs .Srrr'ulr:r!'tr. ,surirltlr:r.
I ttthtncsiu
crturi | : sllrtkicl utl@) l ltlroo.corrr
a
Surrdl' Chrisli:ur l-istiorro
,'\lttrttrti ol'lilte ttll-r'ol'lltrsirtr;s.s :tttd l-lcotxrrrtics. Urrivcrsit:rs Srrrirlru),:r, Sur:rbit1':r. lrrdolrrl.sitr
i\ h.sl lucl
'l'n1l;1.1ri lrttsittr'ss \\'ot'hl j11('r'g'rsirtr:lr'-r!r(rrtinrl lrttl corttplcx, i\llrrtv nrnnlrcr ol' 11911. lrlrncr's
ctttcritts lltc rrtlrrkcl. ttllccrt:tirl ccottotttic contliliorts. lrs rvcll :ts thc rl_vrr:rtrric rrcctls ol'
c(rttstttllcl's rvltrr lttukc lltc crrtttgtclitiort trrrtvirrg t:rstcr. Al this sitrr:rtiOil thr' Dcc(l ol'orlc (()||('cl)l
lhitt cirll tllL:irstll'ij stlcccss probrrtrility ol':,t ctrrtgtlury is rtccdctl. Rcichhckl (2(n):i) cl:rirrr tlrlrl thcrc
is ortll'(ttlc tttcilsttrs trccdcd lo lind c()nlpilrly Sr'()wlh, which is n:rrucd trc( prurrxrh:r, Sr)ntc stltLl_\'
l'truncl tlttt this clirirtt rv:rs L'.\l!:.scr:rlcd:urd lcss rcl:rliorrship liruutl bctwccn ncl l)l'olll()lcr ln(l
cotlll):tllv s.ut'o\\'lh. Hr.r$'ctcr r'llilrly c(,r111)unics still bclicvcs th:.rt this c()tlccl)l virlitl urrtl rcli:rhh.:.
Srtlttc Jrrcvir)Us ruscilt'ch tirqtd lhilt rlcl pftrrrolcl' is llrc rcstrll (rt' c()nlp.tnv rcpututirtrr :rrrtl
ctlstolncr sulislitct iott. 'Iltc iirrrPosc tll'lltcsc slutly is to linr.l iltt(l :ulill-\,2.c thc rolc ol'errslonrcr'
s:rtislitction ittttl cotttP:rtt)t rct)illillirrt to builcl rlcl l)r'(r1llr)lcr sc()l'!.. lJitsr.rl ott l)rgvi()us ttstilt'clr.
ctlsl(tlllcr sillislilctitttt 1ll:tys irttporlanl t'trlc ltl lruild cusl()nlcr kly:,t!t1,. :rrrtl sincc ncl t)t'rrnl(rtuf
c(ltlccl)l ltirs cl0st'rr,'l:rli()u rvith loVulty..su ttrc irnpilct of cUsl()ntCr s:ltist:tcli()lr will :rls0 irrrPlrct
llcl l)t'(trll(tlcr sc{)l'c. Otlrr,'r litcritturcs litcrrs rrrl rrrlc ol'crlnrpiurv rcptttltiurr l() cuslonlcr l(r.\,.th}'.(ioral 1gP1l1ittiort rvill [rring irrr-v bcncl'its lirr tlre c(]nrP:ury.'l'hc rcusclch contluclttl 1n rrrct:rl
cullitlr cr)ntl'tiltlv llt:tt ltits ll2[J rcl:rtiorlship cr,r.sl(rnrcr.'l'lrc rcsu]t slrorr'tlr:rt corrrlxury rcIutlrtiott
plirYs rttrrrc itttltot'litttt trtk' tltitn sittistircliotr irt lluildinu lrct t)n)lnotcr,
Kc\.rvot'tls: Nct J)corilr)lcr. c[tsloillcf slrtislitctiort. c(rnll.)iilU' tcl)uliltion
'l'o1[111"* lrtlsittcss s'orhl.irtcrclsirtgly sr()\\iirlg lrrcl cotrrplcx. Mlrt1, nurltl)cl' ol' ncrr'Phrvcls
r:nlclittg lhc ttt:tt'kcl. ttttccrllirt cc()n()ltlic coltdilior:s. ls tvcll ls thL'dvn:rrrricrrecds ()f c(rtrsunrcrs
rt'lto ttt:tkc lltc cotttllctitiort rnovins lirslcr (Folrtcll.2{X17).'Flris conditiorr rrurks c()llrpilri(s
c('rlll)ctc io Prrrvirlc tlrc hcst survice lirr c|'lst()rrrcrs t0 
-tilirt crist()r)lcr sirtislirctirlrr. .Sutist'ictl
cltsl(lntcls rvill ltc il s()urcc 0l'rcvcrrttc urrtl llrolils lirr tlrc cor'nl):ilI!' l() conliiluL'
lo !:r'(f\\' :uld sust:lilrlblc (Arttlcrson rl ul.. 1991).l''[ X .irs lr itib slrop conl])iln], u illt crrrc
c(rrrpclcrlcics irt tltc shcr:l rtrclirl culling s,ilh luscr tcclrnoltlgics CiNC (crlrrrl)rrlrir nunrcricul
crrrrlnrl) :rlso lircc tltc surrrc con(lilion.
lrt gcrrcrirl job sltog'r ctrrtrplrly is u rnirrtulircturirtg c.,,n1t,rrrr; rt itlr u srrrirll sc:rlc llurt
(l{r cr,rstonrizctl rrriurulitcturirlg prr)ccss in srrurll (luulrtitics. A.iob shop crlrtr;rlrrics rrsing ortlur:tr
ir lxrsis lirr pllrrrrrirrg llrutluctiurt. lrr .ioh slro;l grrtnluctiou pr(rcuss is Inrl continu(rus ;.rs irl
ir nrilt'tul.rlurirtg corrtplny to nl:lss l)t:o(hrcts. so th:rl lirrc:lclt cusl()n)ct' ()r1lcr:uxl tlrcrt lrack tltc
ch:rirt ol' pnxhrcliorr pt'()ccsscs hilvc kr bc rcscl :rnd :rcljqstcrl :rcc(,[dirlS l() cusl(lltcr
(lcntiul(l (.lIrzzorrc. :(X)| ).
t:l'rrnr lrilrr trr \cill'. l'T X e:r[xricrrcing si*unil'icirrrt tlcvclttpil]crtt. .Stlrrling s itlt 
.itrst l()
crrrplolccs irr l(X13. thcrr rvilhirr l pr'fio(l tll'-5 lcurs irr l00fi irrcrc:rsc'tl tu29 l\.rrrplr.'rt'illt lr rt'(r\\'tll
ol'JS.l(l1ii . Althrrrr:h llrlcl irr tlrc vclrr'3(Xf9 thc !lr()\\'th wls nrrl ils so(rl :ts l)rcvi()tls 1'cltrs. lrul
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